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Nowadays, the competition of property insurance industry is fierce, which has 
been entering the critical period of all-around transformation. Each of the companies 
has realized that customer is the core resource. The company grasping the customers 
in hand shall have the core competitiveness. For the domestic industry, how to get a 
clear understanding of the market and competitive environment, and how to based 
on the company itself, tap the customer resources to the full, and how to make 
fine-grained management of customer relationship, are becoming the urgent issues 
to be solved. 
PICC Fujian is the Fujian provincial branch of PICC Property and Casualty 
Company Limited, the biggest old-brand property insurance company in China, 
enjoying the resources superiority from her headquarter in all directions such as 
brand, capital, human resource, technologies, services and products, and occupies 
the leading position inside Fujian industry. There are 10 municipal affiliations, 148 
county-level units, over 600 agent networks and 11,000 employees in PICC Fujian 
that provides a variety of products & services such as vehicle insurance, commercial 
property insurance, family property insurance, agricultural insurance, hull insurance, 
cargo insurance, liability insurance, casualty insurance and health insurance, and so 
on. 
When confronted with the intense competitions, PICC Fujian has been 
continuously challenged and threatened in respect of her traditional competitive 
advantages. Therefore, how to make a good customer relationship management to 
realize her customer-centric goal is quite important to PICC Fujian, which will be 
helpful to continue to strengthen her leading position in Fujian industry, as well as to 
achieve her business miss of “People’s Insurance, Serving the People” and her 














So grounded on the customer relationship management theories, this thesis first 
analyzes the market and competitive environment of property insurance industry by 
means of PEST and the Five Force Models, and then uses SWOT Tool to elaborate 
the Strengths, Weaknesses, Opportunities and Threats of PICC Fujian. Further, 
according to Customer Relationship Management Model (IDIC Model)’s four stages, 
i.e. Identify, Differentiate, Interactive and Customize, as well as Customer 
Satisfaction, this thesis analyzes the current customer relationship management of 
PICC Fujian and also brings up with the strategic suggestions for PICC Fujian. 
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第一章  绪论 
 1
第一章  绪论 
第一章主要介绍本文的研究背景、研究目的和意义、研究内容和思路。 
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